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Introduction 
LORRAINEJ. HARICOMBE 
REMOTEUSERS ARE NOT NEW TO LIBRARIES. Ancient libraries provided portable 
catalogs that enabled patrons to “browse” the library’s holdings without 
setting foot in the library. At that time, librarians were largely familiar 
with their clientele. Since then, new and emerging technologies have 
enabled them to expand their services to include a wide range of support 
to their users. Too, their clientele has grown and now includes the fast 
growing group of remote users. Kalin (1991) correctly points out that 
libraries cannot presume to know who their clients are anymore. Remote 
users cannot be neatly packaged. They come from a wide variety of back- 
grounds, skills, and expertise. Remote users, in particular, are challeng- 
ing libraries in new ways to rethink their mission and their services. 
Technology empowers people. Increasingly, library users have remote 
access to online information, they can publish from their desktop, and 
they carry laptops when visiting the library. A mere “point and click pro- 
vides fast and direct access to information and eliminates the need for 
long or inconvenient trips to the library. The diminution of time, space, 
and distance also plays a key role in customer satisfaction provided all 
systems are stable, reliable, and responsive. The hyperbole applied to 
new technology heightens the expectations of what libraries should be 
doing for their users, making it very difficult for them to provide anything 
less. 
Ancillary to new and emerging technologies is the change in the user 
population. A young and sophisticated group, the Net Generation has 
grown up with computers and is comfortable with technology as a natural 
component of life (Noble, 1998, p. 51). This group’s expectations are 
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colored by its dependence on computers to solve everything 24 hours a 
day, 7 days a week. 
The significant growth in information technology allows more people 
to become independent users of information sources. The convenience 
of remote access, browsing, retrieval, and document delivery means that 
patrons can use libraries without the help of a librarian and without physi- 
cally visiting the library. 
Ironically, this trend toward disintermediation has led to increased 
levels of assistance by librarians as they engage in new roles to provide 
technical support and navigation among the waves of Web sites. Working 
this closely with remote users will force librarians to build new alliances 
with their patrons. In doing so, libraries will be better able LO identify 
their needs arid design appropriate support services. Interestingly, while 
remote users do not physically come to the library, they do have high 
expectations of what libraries ought to offer. Those users most likely to 
tout the advantages of remote access are the ones who are least likely to 
avail themselves of library sponsored instructional sessions. Notwithstand- 
ing this, remote users depend on librarians to provide around-the-clock 
support. 
Many libraries have optimized the available technology to enhance 
existing services to users, or they have expanded their outreach to better 
support their remote users. For example, several interlibrary loan units 
enable their users to directly access other libraries’ OPACs, including re- 
trieval and document delivery from other libraries’ databases. Similarly, 
libraries support users’ direct access to numerous vendor databases and 
other information resources, eliminating the need for interlibrary loan 
staff to mediate such transactions. Technology also provides opportuni- 
ties to design and introduce new services. In the early 199Os, San Diego 
State University revolutionized reserve services by changing from a paper- 
based operation to electronic reserves (e-reserves) . Many libraries have 
since joined this trend to provide remote access to their electronic re- 
serve room in the United States and elsewhere. Valid library users enjoy 
remote access to reserve readings, retrieval, and delivery of full-text read- 
ings despite ongoing concerns about copyright and fair use in the online 
environment. Remote reference and online bibliographic instruction are 
added examples of support to remote users. One example is the UWIRED 
project at the University of Washington, which supports educational ac- 
tivities of its student athletes. 
Academic libraries specifically have been challenged to rethink their 
role as the “heart and soul” of campus. Distance education students ex- 
pect equitable library support from the parent institution. To accommo-
date this need, partnerships among academic libraries, distance educa- 
tion centers, public libraries, and special libraries have grown to provide 
online support to distance education students. 
3 HAFUCOMBE/INTRODUCTION 
Current awareness services, including manipulation and customization 
of information, are added examples of online support to remote users. 
Information technology provides all libraries with opportunities to enhance 
or expand their services beyond the traditional. Because librarians now 
provide access to external databases, they have been transformed from 
information gatekeepers to information gateways. Directing and guiding 
users in their selections of sources and managing and organizing informa- 
tion to meet specific information needs are support services that libraries 
now have to merge into an electronic environment to meet the needs and 
expectations of remote users. 
In his article, Peters, known for his work in transaction log analysis, 
explores the value and the limitations of computerized monitoring as a 
tool for libraries to gather information about their remote users. Transac- 
tion analysis has long been in use to monitor remote access. Today, Web 
server log analysis and Web client log analysis complement the more tra- 
ditional monitoring of remote access. Peters claims that computerized 
monitoring of remote access is valuable insofar as it provides critical infor- 
mation about the use of information, rather than demographic informa- 
tion about the users. What can one learn from users who have been liber- 
ated from the physical library? In what ways have remote users’ informa- 
tion-seeking behaviors been impacted by remote access and how can li- 
braries “mine” that information to improve the online support for the 
remote user? 
Wolpert’s article describes the difficult and complex issues academic 
library administrators face in marketing the library’s role in higher educa- 
tion. Fueled by the expectation that technology will offer new low-cost 
educational models, university administrators are attracted to the lucra- 
tive market of nontraditional students in distance education centers, en- 
suring added revenue but requiring no added infrastructure to fully sup- 
port their needs. Underlying the complex issue of securing online sup- 
port to remote users are the political, economic, institutional, and organi- 
zational dynamics involved in providing parallel systems of library support 
to on-campus and remote students alike. Using the business/corporate 
model, Wolpert compares library services to remote users with a new “prod- 
uct line” that libraries need to develop creatively and market in the new 
and competitive information infrastructure. Despite these challenges, 
Wolpert contends that dependence on the all-digital library for research 
and high-quality library support presents more problems than had been 
anticipated. 
Being user-oriented implies knowledge of the users and catering to 
their needs. Historically, libraries have been thought of as being service- 
oriented, though not necessarily user-oriented. In their article, Cooper, 
Dempsey, Menon, and Millson-Martula discuss the importance of defin-
ing the users and their needs. Defining remote users’ needs will help 
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library staff to provide services targeted to meet these needs. The authors 
discuss the importance of customer satisfaction in judging the extent to 
which library services match their needs. They assert a strong correlation 
between knowledge of the customer and customer satisfaction. Libraries 
cannot hope to satisfy users with a one-size-fits-all approach. Remote us-
ers expect a quality of service as good as that offered to on-site users. 
Cooper et al. discuss remote users within the context of distance educa- 
tion. The change in the delivery of distance education has impacted what 
services libraries should offer fee-paying students at remote sites. Writing 
from the librarian’s perspective, they offer distance learning at DePaul 
University in Chicago as a case study to highlight the various components 
libraries need to support distance education students and faculty. In con- 
clusion, they provide useful service recommendations for remote users 
and distance learners, including implications for library staff roles. 
Writing from the perspective of distance education administrators, 
Niemi, Ehrhard, and Neeley describe the needs and expectations of dis- 
tance education students, especially adult students engaged in higher 
education at remote sites. Aimed at helping librarians become more fa- 
miliar with the characteristics and needs of adult learners, the article also 
discusses specific support services distance education students require. 
They challenge libraries and library schools to shift their focus and to 
optimize the technology to support the new emerging mode of higher 
education in the online environment. 
Remote users are diverse in their needs. Self, Wright, and Waugh 
describe information services to remote users in health sciences libraries. 
Their article integrates “old-style” technology with new technologies to 
support health science professionals in remote clinics and health centers. 
Formerly restricted to health care professionals, health sciences informa- 
tion databases now serve professionals and lay persons alike, challenging 
health sciences librarians to explore their users’ needs and expectations. 
Several examples of accommodations to remote users are offered includ- 
ing networking of libraries, training, on-site consultation, electronic out- 
reach services, and full-textjournals. Despite the lack of qualitative evalu- 
ation studies on remote user services in the health sciences, the conve- 
nience of remote access to information seems to override other problems 
remote users may have. Reflecting on twenty-five years’ of services to re- 
mote users in the health sciences, the authors conclude that several ele- 
ments ought to be included for successful outreach initiatives, namely 
users, collections, document delivery services, training programs, and on- 
going evaluation programs. 
With strong support from the government, the new information in- 
frastructure advocates access to electronic information in all libraries and 
schools in the United States. Unfortunately, this is not true for many 
libraries in other countries. Hartzer, Paterson, Snyman, Thompson, Van 
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Heerden, Vorster, and Watkins provide a unique perspective of the diffi- 
culties and progress in planning online support to students at a large cor- 
respondence university in South Africa. The University of South Africa 
(UNISA) recently received major funding to enhance its mission of open 
and distance learning in an electronic environment using Students On- 
line (SOL). The university library seized the opportunity to design new 
online services to support its clientele in cyberspace. The article provides 
an overview of the steps the library has taken so far. The difficulties of 
library skills training are discussed from the librarians’ and the users’ per- 
spectives, including electronic delivery in a Third World environment. 
Several strategies for training are explored-e.g., a team-based approach, 
partnerships with faculty to provide five-day workshops, and online tutori- 
als. The newly established Electronic Text Centre at UNISA is intended 
to centralize a variety of online support services to faculty and students 
twenty-four hours a day, including training, navigation, current awareness 
services, and full-text databases. 
While remote reference services remove geographical and physical 
barriers in the virtual library environment, these services pose new chal- 
lenges for the library and the reference librarian. Sloan’s article explores 
the human aspects of library services and the importance of human inter- 
action despite the trend toward disintermediation in remote access. Us-
ing several examples of interactive remote reference services, he discusses 
their pitfalls and benefits with special reference to selection of hardware 
and software, training of users, and integrating remote reference into stan- 
dard reference activities. Focusing on the importance of the human in- 
teraction amid increasing waves of technology, Sloan proposes a remote 
reference service model that combines video-based and e-mail-based ref- 
erence services to extend that human touch. He strongly advocates the 
need for evaluation of the remote reference services model to ensure that 
the users’ needs are met. 
Document delivery via interlibrary loan units may have experienced 
the impact of technology before any other library service. Less than two 
decades ago, the fax machine was considered to be “cutting edge” tech- 
nology in document delivery. Today, interlibrary loan units increasingly 
use electronic methods to “deliver” the document. Touting the benefits 
of unmediated services in the interlibrary loan unit, Preece and Kilpatrick 
describe their model of unmediated online support to remote users at 
Southern Illinois University (Carbondale) within consortia1 structures. The 
article provides useful information about workflow, workload, evaluation 
of the service, and customer satisfaction. 
Providing remote access to users who have traditionally received pro- 
cessed, customized, and packaged information has its own challenges. 
Gulliford describes the impact of the transition from decentralized 
mediated services to centralized unmediated services at United 
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Technologies Information Network. The significant increase in accessible 
electronic databases empowers their users to choose, search, and com- 
pare information best suited to their specific needs. To better support 
their users in the virtual library environment, the physical library was re- 
placed with a document delivery unit, remote reference, and desktop tech- 
nical support. In short, the traditional role of the special librarian has 
been transferred, in part, to the end user. The reorganization also rede- 
fined the role of the special librarian from being reactive to providing 
proactive services-e.g., information navigation, training, analyzing infor- 
mation, evaluating information, and other outreach initiatives. 
At AT&T Inforrriation Services, library services are outsourced to ex- 
ternal vendors to provide online support to AT&T employees. Brown-
Woodson describes various stagcs of the evolution of online services at 
AT&T from a library-based operation to increasingly more partnerships 
for outsource services, including interlibrary loan and document delivery. 
The article points to several important components in evaluating customer 
satisfaction that libraries need to consider in outsourcing, including time- 
liness, costs, accuracy, and content relevancy. Important criteria in select- 
ing electronic resources are system compatibility, content and presenta- 
tion, purchase/lease options, cost structures, archiving, system security, 
and licensing. The quality of the external online services is measured in 
its success in meeting the needs of the internal customers. 
The challenge for librarians seeins clear-new techn~lo~gy,remote 
users with higher expectations, and a new information infrastructure that 
threatens the future of traditional libraries. If libraries are to thrive in 
online environments, their services and resources must be rethought in 
the terrain of cyberspace. This issue of Library ??ends offers an explora- 
tion of prospects, challenges, and newly created services at various librar- 
ies providing online support to remote users. 
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